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Abstract - The aim of this paper is to present and justify the construct of decision maker satisfaction as viewed under a 
novel multidimensional vision. This construct is conceived by adapting information system (IS) user satisfaction. IS user 
satisfaction is deducted from the literature as a multidimensional model affected by four dimensions: information quality, 
system quality, user characteristics and service quality. The study of DSS User satisfaction allowed to identify three 
components to take into consideration to adapt IS user satisfaction to DSS user satisfaction: DSS function, DSS as 
interactive systems and decision making process as commonly described in Simon’s IDC model.  
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I. INTRODUCTION 
 
This work is based on the construct of user 
satisfaction in IS (Information System) field research. 
Its main objective is to adapt it to the decision maker 
as a user of DSS and by the way define a framework 
for evaluating DSS.IS user satisfaction is a construct 
largely evocated in the literature to measure the added 
value and the effectiveness of the IS as these systems 
do notinvolve direct measurements. It became the 
most used dependent variable and surrogate measure 
of information system effectiveness 
[4][5][12][13][17] [19].The major concern has always 
been its subjective character. The use of criteria 
represents the solution and the challenge to remedy 
this subjectivity. A synthetic study [8] about the IS 
user satisfaction has been conducted to resume all the 
concepts that are relevant to this construct as it has 
been treatedas “one point in one time”. In the 
evaluation section of user satisfaction based on the 
main models [4][5][12][13][17][19], four dimensions 
were identified as determinants of IS user 
satisfaction: information quality, system quality, 
service quality and user characteristics. The 
exploration of the dependencies between these 
dimensions in the literature reveals relationships 
which helped us to deduct the multidimensional 
vision of IS user satisfaction. This vision is 
encapsulated mainly in D&M [11] model but without 
being clearly highlighted because their objective was 
to study the dependencies between the six dimensions 
of the model. However, if we consider the user 
satisfaction, it appears multidimensional. The studies 
conducted by Peter et al. [21] and Urbach et al. 
[31]reinforce this idea.To adapt the user satisfaction 
to decision maker, the new multidimensional vision 
of IS user satisfaction is considered with five 
worksfrom DSS user satisfaction literature: 
Guimaraes et al. [15], Courtney &Sanders[25],  
Garrity & Sanders [35], Maynard [36]and Bouaissa et 
al. [7].Consequently,decision maker satisfaction  

Is conceived as multidimensional and three 
components emerge as characteristics related to DSS 
and decision making to be taken in account during the 
adaptation. These components are: DSS function, 
DSS as interactive system and decision 
makingprocess.The purpose of this paper is therefore 
to justify the multidimensionality of IS user 
satisfaction and present the decision maker 
satisfaction as follows. The second section highlights 
the new IS user satisfaction construct under a 
multidimensional vision. The third section synthesis 
DSS user satisfaction from the DSS success literature. 
The fourth section presents the multidimensional 
vision of decision maker satisfaction. At the end, in 
the conclusion are listed the main points of this work 
in a synthesized way.  

 
II. IS USER SATISFACTION, NOVEL VISION 
 
The D&M model [11] [12] of IS success and the 
integrated model of DSS success of Guimaraes et al. 
[15] constitute the foundation of the multidimensional 
vision of decision maker satisfaction. D&M [11] have 
defined a multidimensional vision of IS success. They 
noted that several researchers have evocated the need 
for a large vision to determinate the effectiveness or 
success of an IS since the first investigations on the 
best measures. They argued that the concept of 
"effectiveness of the IS" is multidimensional and 
attest that there is several perspectives of measuring 
IS success. These different perspectives are divided 
into six major constructs: quality of the system, 
quality of information, use, user satisfaction, 
individual impact and organizational impact. In 
addition, these constructs are interrelated and 
interdependent. The quality of the system and the 
quality of the information affect both the use of the IS 
and the satisfaction of the user. User satisfaction can 
affect usage, but also vice versa. Individual impacts 
lead to organizational impacts. They mention the 
necessary to include contingent variables, such as the 
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strategy, structure, size, the environment of the 
organization studied, the technology used, the 
characteristics of the task for which the system is 
used and evaluated, individual characteristics, etc. 
Several researchers [26] [27] [22] were engaged in 
testing and validating the model and addressed 
criticisms that were at the origin of the model revised 
in 2003for which they take in account the evolution 
of the context of the IS and the advent of the Internet. 
The most interesting change is the addition of the 
independent variable quality of service rendered by 
the structure in charge of the IS to the users. It 
influences with the quality of the system and the 
quality of the information on the use of the system as 
well as on the satisfaction of the users. Several 
studies have experimented some or the entire D&M 
[12] model in different environments (Knowledge 
Management System, e-commerce, ERP ... etc.), most 
of them aimed to validate the causal links between 
the dependent variables contributing to the success of 
an IS.  In this sense, the meta-analysis realized by 
Urbach et al [31], allowed them to reach and support 
the following causal links. The link with the strongest 
empirical support is the association between system 
quality and user satisfaction. Other links with a strong 
empirical support are the associations between 
information quality and user satisfaction. The meta-
analysis of Peter et al [21] is also very important. 
This study had the particularity to analysis fifteen 
pairwise associations between the success constructs 
of D&M [12] with respect to the individual and 
organizational level (Fig.1).   

 
Fig. 1. – Causality links in  D&M 2003 model 

(Peter et al. 2008) 
Peter et al.[21] denote that the causal links between 
system quality-user satisfaction, information quality-
user satisfaction, net benefits-user satisfaction, user 
satisfaction-net benefits are strong. Between user 
satisfaction-use, use-user satisfaction, the link is 
moderate. Between service quality-user satisfaction 
the link is mixed. This result is due to the multitude 
of points of view under which the quality of service is 
measured. For example, in studies where Servqual is 
used as a quality of service measurement instrument, 
the link is strong [18][19]. The authors [21] report 
that the use of user satisfaction as a substitute for IS 
success masks important dimensions of IS success 
such as the quality of the system, the quality of 
information and net benefits. Generally, most 
researchers do not take time to analyze the different 
dimensions from user satisfaction measurement 

instruments. User satisfaction in itself is often a goal 
for IS and therefore worthy of measurement.Bailey 
and Pearson [4] rely on the assumption that there is a 
strong correlation between the satisfaction of users of 
ISs and their success.  They state that the level of 
satisfaction of users can be an indicator of IS 
performance: "if users perceive the right information 
and are satisfied with it and if this information is 
provided with the best service then, the system is 
considered as success". For Cyber and March [10] "... 
an information system that meets the needs of its 
users will enhance the satisfaction of these users.  If 
the system does not produce the information sought, 
users will be dissatisfied and look elsewhere" [17]. 
From this it appears explicitly that satisfaction is 
associated to an IS that responds well to the needs of 
its users. That means an easy-to-use IS that complies 
with or supports the task or the business process of 
the user, delivers information according to the need 
that the situation imposes and is well supervised by 
the team in charge of the IS in case of problem. Table 
1 summarize the relationships of user satisfaction 
with the factors that affect it in the literature. These 
relationships helped us to elaborate the 
multidimensional IS user satisfaction model (Fig. 2). 
This model presents in a schematic way the 
dimensions that influence the IS user satisfaction 
synthesized from the literature [8] with the nature of 
the dependency link as demonstrated by the studies 
on test and verification of the dependency links 
between the IS success factors 
[4][10][12][16][19][21][26] [31]. 

 

 
Fig. 2.Multidimensional IS user satisfaction model 
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III. DSS USER SATISFACTION  
 
The purpose of a DSS is to serve human decision 
makers in their problem solving processes. The 
decision maker retains control of the overall structure 
of the decision process and the computer augment 
rather than replace human reasoning and is analogous 
to that of a human assistant to whom tasks are 
delegated in the decision making process [33].The 
DSS evaluation/DSS success is a theme that few 
researchers dissociate it from the IS success and it 
was introduced in the first years of introduction of IT 
in organizations.  
 
According to Guimaraes et al. [15] and Benbassat et 
al. [6] studies on the factors affecting successful DSS 
implementation are relatively rare. Akoka [2] justify 
the DSS evaluation by different reasons. In addition 
to the measure of benefits, the quality and the value 
of the DSS, the author added the impact of the system 
on the decision process, the decision outputs and its 
influence on the learning and attitudes styles of the 
managers. Adams et al. [1] supposed that if a DSS is 
useful, it must support one or more of the stages of 
the decision making process: problem identification, 
generation and analysis of potential solutions, 
selection, implementation and subsequent evaluation 
of the selected alternative. Guimaraes et al. [15] noted 
that user satisfaction and perceived benefits are 
widely regarded as the prime criteria of DSS success 
and supposed their model as the first model for the 
determinants of DSS success. Their aim was to 
examine DSS characteristics, decision task, 
implementation process and decision maker as 
determinants of DSS success as measured by DSS 
satisfaction and perceived DSS benefits. Their model 
is integrated and composed of four dimensions: DSS 
characteristics, decision task, implementation process 
and decision maker. This model is based on previous 
works mainly those of Sanders [24] and Courtney 
[25].Sanders [24] identifiesthirteen criteriathat 
measure the success of MIS/DSS organized in two 
dimensions: overall satisfaction (OSAT) and 
decision-makingsatisfaction (DECM). The first 
dimension highlights the overall satisfaction 
perceived by system users. The second dimension is 
an indicator of improved decision-making or 
decision-maker satisfaction. OSAT issues relate 
tangentially to aspects of the system that can lead to 
the successful execution of the user's work. Courtney 
[25] proceed to the extension of Sanders model by 
considering the organizational factors that affect the 
MIS/DSS success. They focused on three factors 
discussed in the MIS (Management Information 
Systems) literature: decision context (degree of 
problem structure), level of task interdependence 
(degree of interaction with others) and level of task 
constraints (degree of decision maker authority and 
autonomy). They confirmed the evidence that the 
decision context and the level of task interdependence 

were moderately related to decision-making success 
for managers. Top management support, the role of 
training and experience of use were shown to be 
critical factors contributing in DSS satisfaction. The 
empirical study undertaken by Garrity & Sanders [35] 
seems very interesting in defining the criteria related 
to thedecision making. They aimed to measure the 
validity of four proposed IS success dimensions 
(quality of work-life satisfaction, task support 
satisfaction, decision-making satisfaction and 
interface satisfaction). This study was accomplished 
with the support of ten academics experts in IS 
success in selecting and classifying criteria of six IS 
success instruments. For decision-making satisfaction 
and from Sanders’s instrument [24], the 
expertsselected three criteria among six proposed in 
overall satisfaction (OSAT) and validated six criteria 
among seven from decision makingsatisfaction 
(DECM).Chen et al. [37] discussed the important 
roleplayed by the Information Centers(IC) in 
enhancing end users' satisfaction in dealing with a 
data warehousesas valuable decision support tools. 
They validated two dimensions from IS end user 
satisfaction: information quality and system quality 
and added IC dimension which measures the 
performance of organizational information centers. 
Maynard[36] proposed a method for the evaluation of 
DSS based on multiple criteria techniques within 
multiple constituency perspectives. They by the way 
identified six generic constituencies involved with a 
DSS project: the developer, the user, the decision 
maker, the chauffeured decision maker, the decision 
consumer and the management. Every constituency 
evaluates the DSS according to his position and 
perspective by considering four different domains of 
evaluation: effectiveness, efficiency, use and 
satisfaction. Within each of these domains, a set of 
criteria was defined and may be important for one or 
a number of constituencies. The decision maker is 
one of the constituencies whose job is to analyze and 
carry out the decision task. As such, criteria focus on 
the support of a DSS for the decision task or function, 
the quality of decision-making process and the effect 
of the system on the decision maker’s ability to make 
decision.   
 
By the way, they identified twenty-five criteria 
classified in five issues: Information quality, IS 
group, Flexibility, system, constituency and decision 
task. The measurement of DSS user satisfaction is not 
developed in a clear and standardized way as in the IS 
field. This may be because they are rarely dissociated 
from IS. The candidate criteria for the measurement 
of usersatisfaction with DSS should highlight 
theability of the DSS to support decision making and 
problem-solving activities. The DSScontribute in the 
formulation of the problem, the determination and the 
evaluation of alternatives and help in the selection of 
a solution [38]. 
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IV. THE NEWMULTIDIMENSIONAL VISION 
OF DECISION MAKER SATISFACTION 
 
The multidimensional vision of IS user satisfaction is 
implicit and encapsulated in the proposed IS success 
models. D&M [12] by defining the links between the 
dimensions, testedempirically and supported by other 
authors 18][19][21][ [31], prove that user satisfaction 
is influenced by information,systemand service 
quality. Some authors have mentioned the necessity 
to take into account the user dimension in the 
measurement of IS success[4][13][20][30].  , others 
tested empirically its influence. These four 
dimensions (Information quality, System 
quality,Service quality and user characteristics) are 
dimensions that influence IS success 
summarizedfrom IS user satisfaction literature and 
presented in Bouaissa et al.[8].As DSSs are ISs used 
by decision makers, and as IS user satisfaction is 
multidimensional, DSS user satisfaction is in 
consequence multidimensional but how can user 
satisfaction be adapted to DSS user satisfaction? The 
answer to this question requires the review of DSS 
characteristics.DSS, as IS for decision makers, 
provides information and expertise to the decision 
maker for decision making and covers a variety of 
systems and tools such as Executive Information 
Systems (EIS), Data Warehouses, Dashboards (TB), 
Group Decision Support Systems (GDSS: Decision 
Support Systems Group), Expert Systems, 
knowledge-based systems, cooperative information 
systems[3], etc.According to Welsh [33] DSS are 
characterized by (1) their use by decision makers in 
making non-routine decision. The decision makers 
are characterized by their cognitive style and their 
experience allowing them a good exploitation of DSS 
[7] [13] [15] [19] [25],(2) They are regarded as an 
integral part of the decision making process, (3)The 
DSS function (business process related to the 
decision)  is institutionalized into the organization 
and regarded as a permanent fixture. 4) They are  
interactive systems that serve the decision makers in 
their problem solving processes [39]based on the 
question-answer method through the use of the 
interface to manipulate the system and the interactive 
style.Decision-making is modeled according to [9] by 
the decision making situation; context imposed to the 
decision maker by the role attributed to him in the 
organization and his cognitive style which reflects his 
reasoning to resolve the problem. This 
reasoningworksaccording to Simon's IDC 
(Intelligence, Designand Choice) model [28]. DSS 
helps in the intelligence phase to formulate 
(identification, definition and diagnostic (Simon in 
[38])). The problem by providing useful 
information.In this phase, the decision maker 
identifies and prioritizes an organizational problem, 
which requires a solution. In addition, objectives to 
be accomplished with the solution are formulated and 
a set of quantitative and qualitative data associated 

with the problem are gathered(Simon in [38]). In a 
structured way and according to the definition of the 
situation of decision as defined in [7], this phase 
consists of defining the problem to be solved, 
identifying the decision maker's objective and the 
priorities, the opportunities that arise, the risks that 
may be incurred and the requirements imposed by the 
internal and external environments. In the Design 
phase, DSS provides complementary information and 
helps to define evaluation criteria, create aggregation 
models and generate the different scenarios [9]. In the 
Choice phase, the decision maker proceeds to the 
evaluation of the different scenarios by the use of 
evaluation criteria and measures the consequences of 
each one. He selectsthe satisfied scenario, which 
represents the solution or the decision. The Review 
phase, based on new relevant information provided 
by the DSS, may influence one or the other choices, 
or even modify it completely. It can lead to the 
reactivation of one of the three preceding phases or, 
on the contrary, to the validation of the solution.From 
the characteristics of DSS and decision making cited 
bellow, the adaptation of IS user satisfaction to the 
DSS user satisfaction undergoes the changes by 
answering the following questions: how can be 
evaluated the decision making process, the DSS 
function and DSS as an interactive system. These 
three DSS components constitute the main changes 
and represent what differentiates them from IS.In the 
DSS user satisfaction section bellow, these 
components are measured in Maynard [36], Sanders 
[24] and Bouaissa et al. [8]. Therefore, can they be 
taken as? and to which dimensions do they 
correspond? The reflection is in progress and the 
results will be presented in the future paper.  
 
CONCLUSION  
 
This research work presents the satisfaction of the 
decision maker under a multidimensional vision in a 
general and strategic design. The revisiting of 
literature on the dependencies between IS user 
satisfaction dimensions (Information quality, system 
quality, service quality and user characteristics) 
reveals the multidimensionality of this construct. The 
idea is inspired principally from D&M 
multidimensional IS success model. The user 
satisfaction as the most used measure of IS success 
merits the multidimensional vision to be highlighted 
and considered as such.DSS user satisfaction is 
deducted as multidimensional as DSSs are ISs but for 
a specific category of users (decision makers).To 
adapt IS user satisfaction to decision maker 
satisfaction, the review of DSS and decision making 
characteristics highlights three components to take in 
account: decision making process, the DSS function 
and DSS as an interactive system. These three DSS 
components constitute the main changes and 
represent what differentiates them from IS. The 
criteria for measuring these components and the 
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corresponding dimensions will be presented in our 
future papers.  
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